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COMMONWEALTH OF KENTUCKY 

BEFORE THE PUBLIC SERVICE COMMISSION 

In the Matter of: 

) 
) 
) 
) 

) 
) 
) 
) 
) 

JAMES R. AND CHARLENE SMITH 

COMPLAINANTS 

) CASE NO. 98-211 V. 

LOUISVILLE GAS AND ELECTRIC COMPANY 

DEFENDANT 

ORDER TO SATISFY OR ANSWER 

Louisville Gas and Electric Company (“LG&E) is hereby notified that it has been 

named as defendant in a formal complaint filed on April 16, 1998, a copy of which is 

attached hereto. 

Pursuant to 807 KAR 5001, Section 12, LG&E is HEREBY ORDERED to satisfy the 

matters complainted of or file a written answer to the complaint witin 10 days from the date 

of service of this Order. 

Should documents of any kind be filed with the Commission in the course of this 

proceeding, the documents shall also be served on all parties of record. 

Done at Frankfort, Kentucky, this 4th day of May, 1998. 

PUBLIC SERVICE COMMISSION 

I 1 

ATTES~: I I 

cutive irector 

V i c e  ha i rt% a ne 



. . 
COMMONWEALTH OF KENTUCKY 

BEFORE THE PUBLIC SERVICE COMMISSION 

In the matter of: 

vs. 
PUBLIC SERVICE 

COMMISSION 

COMPLAINT 

The complaint of L d I Q n  Q S M + L  I respectfully shows: 
(Your Full Name) 

ChWb ne k&+L 
(Your Full Name) 

(Your AddrLss) 

(a) 

590 9 Cafnre/wood cl*r'/i? 
L3c(iSY',.//C . kY 4 7  2.2 9 

. .  
(Name of Utility) 

P . o .  E ~ P X  32000 
L o u ; s J ; 1 [ 9 ,  K 7  sr m3a 

(Address of h l i ty )  
/ 

(c) That: f l  4 . L  L; u/s /A g / s  * E/dc ff ,  c { ; G / - P ~ J ~  Y 

(Describe here, attaching additional sheets if necessary, 

A,d FUJ h hi .// .#;e Cc.nfl/a;,lj&,i i+- &r A K 7 c . d  
the specific act, fully and clearly, dr facts that are the reason ' 



. . 
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Wherefore, complainant asks A4& +f f c s  ,,/+, pc, res cofis e s.hc k /A 
(Specifically state the regf  desirid.) 

of I ,19=. 
( M h )  4 

,I I 

(Your s M u ; e )  

(Name and address of attorney, if any) 



His to rv  of Account D i f f i c u l t i e c  
R e :  L o u i s v i l l e  G a s  & Electr ic  Company 

For:  James R .  and Char lene  Smith 
5909 Carmelwood Circle 
L o u i s v i l l e .  KY 40229 

Cal led  week Drior t o  Chr is tmas .  i n a u i r e d  a s  t o  when b i l l  
should be expec ted .  spoke wi th  a male ( d i d n ' t  get name). was 
a s su red  b i l l  was on i t ' s  way. 

J B ~ Y  19.  1998: Spoke wi th  Diaz  Crawford. LG&E Customer 
S e r v i c e .  was t o l d  b i l l  was mailed 1/16/98.  She informed m e  
t h a t  t h e  b i l l  was $697.67 and it was f o r  64 days .  They had 
he ld  b i l l  because t h e y  though t  t h e r e  was a problem wi th  t h e  
meter. Ques t ioned  h e r  as t o  why t h e r e  had been no attempt 
t o  c o n t a c t  u s  i n  any way. s h e  was n o t  s u r e .  Arranged f o r  
h e r  s u p e r v i s o r .  Mr. White t o  c a l l  m e  on 1/20/98.  Mr. White 
never  r e tu rned  c a l l .  

January 22. 1998: LG&E s e n t  a man t o  i n s v e c t  meter ( v i a  
Chuck C a r l t o n ) .  James s t a y e d  home. Found meter t o  be 
o p e r a t i n g  correctly. Did e x t e n s i v e  s e a r c h .  checking meter 
wi th  almost  t h e  e n t i r e  b r e a k e r  box s h u t  o f f  and then  t u r n i n g  
breakers back on.  Man s t a t e d  t h a t  problem mus t  be wi th  one 
of  t h e  large a p p l i a n c e s  ( i . e .  water h e a t e r .  fu rnace .  e t c . )  
due t o  resul ts  found.  

J_anuarv 24. 1998: After e x t e n s i v e  s e a r c h .  t e s t i n g  amperage 
of  such appliances. found water h e a t e r  and o t h e r  a p p l i a n c e s  
were okay. Discovered problem was wi th  fu rnace .  Three 
wires had cor roded .  two i n  t h e i r  place and one had f a l l e n  
o f f .  Replaced wires and t h e r e b y  r e p a i r e d  f u r n a c e .  Spoke 
with Chuck Car l ton  t o  convey t h e  f i n d i n g .  h e  s t a t e d  t h a t  he  
f e l t  t h e  corroded w i r i n g  m u s t  have been t h e  problem. 

J_anuarv 27. 193.B: B i l l  f i n a l l y  a r r i v e d  and was postmarked 
January 23, 1998. 

Y 30. 1998 f4:50 P.M.1: Cal l ed  KY P u b l i c  S e r v i c e  
Commission, spoke wi th  J i m  Johnson.  h e  s a i d  t h a t  he would 
c o n t a c t  LG&E and he  w i l l  c a l l  m e  back. ( D i d n ' t  r e c e i v e  a 
r e t u r n  c a l l ) .  

-: Spoke wi th  Ke i th  a t  LG&E Customer 
S e r v i c e .  H e  a s s u r e d  m e  t h a t  t h e  e l ec t r i c i ty  would n o t  be 
s h u t  o f f .  Sa id  meter had been r e p l a c e d  ( i t  had n o t ) .  
Cal led  J i m  Johnson a g a i n ,  he  gave m e  K a t r i n a  C l a r k ' s  name 
and number a t  LG&E. M s .  C lark  s a i d  t h a t  t h e  a c t u a l  usage 
must be pa id  f o r  a c c o r d i n g  t o  t h e  KY F u b l i c  S e r v i c e  



Tommitssion r e g u l a t i o n s .  I inqu i r ed  as t o  why t h e r e  had been 
no p r e v i o u s  c o n t a c t  wi th  u s  and a p p a r e n t l y  t h e r e  would no t  
have been any c o n t a c t  o t h e r  t han  t h e  b i l l .  t o  a le r t  us  t o  
t h e  fac t  t h a t  t h e r e  was a problem. She could  n o t  g i v e  m e  a 
sa t i s fac tory  answer.  She s a i d  I should speak wi th  Mr. 
Johnson a t  t h e  F u b l i c  S e r v i c e  Commission a g a i n .  She a l s o  
s ta ted  t.hat k i t h  should n o t  have s a i d  t h e  meter had been 
replaced. i t  d i d  not reflect t h a t  on ou r  accoun t .  I asked  
i f  Ke i th  could  be t h e  male who spoke with me i n  December? 
R a t r i n a  s a i d  p o s s i b l y ,  as t h e r e  were n o t  many males working 
i n  t h a t  department .  

F e b r w Y  5 .  1998: Ca l l ed  J i m  Johnson once a g a i n .  H e  t o l d  
me t h e  same as M s .  Clark d i d .  t h a t  a c t u a l  usage was our  
r e s p o n s i b i l t y .  I argued t h a t  when a water l e a k  is found 
wi th  t h e  L o u i s v i l l e  Water Company and r e p a i r e d .  an 
ad jus tment  is made for  t h e  customer.  Also. t h a t  i f  w e  had 
r ece ived  a b i l l  a t  ou r  normal b i l l i n g  cycle i n  December. we 
would have been a l e r t e d  of a problem and could  have possibly 
so lved  t h e  problem before t h e  b i l l  had i n c r e a s e d  t o  such a 
large amount. I reques ted  t o  appea l  and Mr. Johnson s t a t e d  
t h a t  he  would mail o f f i c i a l  complaint  forms t o  ou r  home. A s  
of March 9 t h  t h e  complaint  forms had n o t  a r r i v e d .  

Februarv 19. 1998: K a t r i n a  Clark l e f t  a message on our  
answering machine. Upon r e t u r n i n g  h e r  c a l l .  s h e  informed m e  
of t h e  K Y  F u b l i c  S e r v i c e  Commission r e c o n s i d e r a t i o n  and 
d e c i s i o n  t o  make an excep t ion  i n  o u r  case. A l e t t e r  
r e g a r d i n g  what had been done t o  l o c a t e  and r e p a i r  t h e  
problem was r eques t ed .  I s t a t e d  t h a t  I would ge t  t h e  needed 
informat ion  t o  h e r  a s  soon as  possible.  James worked 
s e v e r a l  l a t e  n i g h t s  and over  t h e  nex t  t w o  weekends. 
r e q u i r i n g  some time f o r  him t o  write down what he had done 
t o  locate and correct t h e  problem. 

m u m :  Wrote le t ter  t o  be faxed w i t h  informat ion  
r ega rd ing  s e a r c h  and repair. Attempted f a x i n g .  however 
s c h o o l ' s  f a x  machine was n o t  working p r o p e r l y .  

W c h  4 .  1998: Attempted f a x i n g  l e t t e r  once a g a i n .  Not 
s u r e  i f  it went th rough.  Ka t r ina  c a l l e d  fo r  m e  a t  s choo l  
twice, once j u s t  20 minutes a f t e r  I had faxed t h e  l e t te r  and 
aga in  i n  t h e  l a t e  a f t e r n o o n ,  she  had n o t  r ece ived  f a x .  

March 5 .  1998: Received c a l l  a t  s choo l  from Theresa Ward. 
s h e  exp la ined  t h a t  she  had been asked t o  look a t  ou r  case 
f o r  a possible ad jus tment  i n  b i l l .  The f a x  f o r  Ms. C l a r k  
had a r r i v e d  on h e r  desk l a t e  i n  t h e  day on March 4 .  1998. 
Ms. Ward s a i d  t h a t  our  home m u s t  have been 95 degrees dur ing  
t h a t  t i m e .  I s t a t e d  t h a t  ou r  home had remained a t  
approximately 70-72 degrees. She began t o  t e l l  m e  t h a t  
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I 

, . -  ~ ; ~ ~ ; . ~ . ~ ~ ~ ~ ~  S I - ~ ~ ;  ST1J.z d i d  no-, ~ o r & .  t i s a t  UBI?. I e;:giaiied tc 
her t h a t  I dici n o t  know how t h e s e  things worked bu t  t h a t  my 
husband had s a i d  t h e  problem wi th  t h e  w i r i n e  had allowed t h e  
fu rnace  t o ' o p e r a t e  on 7kw i n s t e a d  of t h e  23kw it should have 
been u s i n g .  ' There had been no n o t i c e a b l e  d i f f e r e n c e s  i n  t h e  
o p e r a t i o n  of the f u r n a c e .  I asked h e r  f o r  h e r  name and 
t e l ephone  number so t h a t  I could  have my husband sDeak t o  
h e r  r e g a r d i n g  t h i s .  H e  i s  a commercial H V / A C  i n s t a l l e r  and 
has  much more knowledge about  k i l o w a t t s  and BTLl's than  I .  

11) Much 6 .  1998: James a t t empted  t h r e e  seDerate times (1O:OO 
A . M . .  12:OO P.M. and 2:OO Y.M.) t o  reach Theresa Ward 
u n s u c c e s s f u l l y .  

12 1 m c ? h  9 .  1998: James a g a i n  a t t empted  t o  reach  Ms. Ward and 
was s u c c e s s f u l 1  upon t h i s  attempt. My husband f e l t  MS. 
Ward's a t t i t u d e  was u n p r o f e s s i o n a l  and even t o l d  h e r  so. 
She was argumenta t ive  wi th  him. She exp la ined  t o  him t h a t  
she  was t o  a r r a n g e  a payment p l a n ,  n o t  an ad.iustment. with 
us. Ms. Ward s t a t e d  she  f e l t  t h a t  t h e r e  had been e r r o r s  
made i n  t h e  r ead ing  of t h e  meter. James was unhapuu wi th  
t h e  cour se  of  t h e  c o n v e r s a t i o n  and t o l d  h e r  t h a t  w e  should  
no t  be he ld  accoun tab le  f o r  t h e i r  e r r o r s .  The conve r sa t ion  
ended wi th  my husband's  request f o r  t h e  te lephone  number t o  
t h e  KY P u b l i c  S e r v i c e  Commission. M s .  Ward was unable  t o  
g i v e  t h i s  i n fo rma t ion  t o  him and t r a n s f e r r e d  him t o  Kat r ina  
C la rk .  however h e  feels t h a t  Ms. Ward never  d isconnec ted  
h e r s e l f  from t h e  t r a n s f e r r e d  c a l l .  b u t  remained s i l e n t  ( t h e  
sound of  t h e  phone l i n e  was d i f f e r e n t ) .  

13) March 1 0 .  1998: J i m  Johnson l e f t  a message on our  answering 
machine. I d i d  n o t  r e c e i v e  message u n t i l  l a t e  i n  t h e  
evening and was unable  t o  r e t u r n  c a l l  a t  t h a t  time. On 
March 1 1 t h .  I took  my car t o  t h e  VET a f t e r  work and was 
s t i l l  unable  t o  r e t u r n  c a l l .  

14) m c h  1 2 .  1998: Ca l l ed  J i m  Johnson. H e  had r ece ived  
informat ion  t h a t  LG&E was no longe r  c o n s i d e r i n g  an 
ad jus tment  on o u r  b i l l i n g .  H e  s t a t e d  t h a t  t h e  reasons  had 
n o t  been d i s c l o s e d  t o  him. H e  t hen  asked i f  w e  s t i l l  wanted 
t o  con t inue  f u r t h e r  wi th  o u r  compla in t .  I s a i d  w e  would. H e  
is t o  mail the formal compla in t  papers tomorrow. He t o l d  me 
t h a t  on February 5 t h .  he had g iven  o u r  r e q u e s t  f o r  formal  
complaint  papers  t o  h i s  s u p e r v i s o r .  The s u p e r v i s o r  upon 
r ead ing  o u r  compla in t  had t h e n  c o n t a c t e d  LG&E and reques ted  
t h e  ad jus tmen t .  

15) W-: Cal l ed  t h e  K Y  P u b l i c  S e r v i c e  Commission t o  
f i n d  o u t  what  had become of t h e  formal  complaint  papers  t h a t  
I had r eques t ed .  I spoke t o  a woman ( d i d  n o t  get  her name). 
she  t o l d  m e  t h a t  the paperwork had been found on t h e i r  



suoervisor's desk that mornina and had been Dlaced in the 
dailv mail. S h e  said I should receive it in a dav o r  two. 

16) March 23. 1998: Received letter and formal comolaint DaDers 
from t h e  KY Public Service Commission. The letter had been 
dated for March 10. 1998. 

Katrina Clark 
LG&E 
627-3083 

Theresa Ward 
LG&E 
627-4992 

Jim Johnson 
KY Public Serv. Comm. 
1-800-772-4636 



Dates 
of .  

S e r v i c e  

11/04- 
01/07 

01/07- 
02/13 

02/13- 
03/09 

Tota ls  

Schedule  of Account Payment Hi s to ry  

A m t .  A m t .  Date Balance 
P a i d  After 

Pmts.  
KW 

P a i d  Usage Billed 

697.67 16086 697.67 

250.00 02/12 -250.00 

150.53 150.53 03211 
150.53 03/10 -150.53 

98.49 98.49 02062 

98.49 03/24 -98.49 

946.69 499.02 447.67 


